Up until now, most approaches to Online Dispute Resolution focused on "traditional" problems such as the generation of solutions, the support to negotiation or the definition of strategies. Although these problems are evidently valid and important ones, research should also start to consider new potential issues that arise from technological evolution. In this paper we analyse the new challenges that emerge from resolving conflicts over telecommunications, namely in what concerns the lack of contextual information about parties. Specifically we build on a previous approach to stress estimation from the analysis of interaction and behavioural patterns. From the data gathered in a previous experiment we now trained classifiers that allow to assess stress in realtime, in a personalized and empirical way. With these classifiers, we were able to study how stress and conflict coping strategies evolve together. This paper briefly describes these classifiers, focusing afterwards on the results of the experiment.
Introduction
Unresolved or unmanaged conflicts often represent the largest reducible cost in an organization. Despite the extensive literature in social and organizational sciences that addresses conflicts, remarkable advances in computer sciences are scarce. Thus being, the current trend in Online Dispute Resolution (ODR) continues to focus mainly on the development of tools that can support the generation and exchange of proposals, document management and plain communication [4] . As a result, the actual ODR systems leave aside important issues that are present in traditional face-to-face dispute resolution processes, namely context information such as body language or behaviour [1]. Such issues have a preponderant role in human behaviour and communication [7] . As a consequence, the omission of this context information can influence the course of action and, consequently, the outcome in a conflict resolution scenario.
The use of Artificial Intelligence and, more particularly, Ambient Intelligence techniques can help suppress this gap [2] . This work aims to develop mechanisms that operate in a ODR-oriented virtual environment to collect context information and perceive the behavioural patterns of the users [5]. The approach followed consists in extending a simple and plain communication channel (e.g. instant messaging, e-mail, forums or even video-conferencing) with a context layer that can give meaning to what is said. This layer is pervasive and transparent. This is important since the consciousness of the monitoring may change the observed behaviour.
In the particular context of technology-supported conflict resolution, the ability to characterize a party's situation may be extremely relevant. A mediator may use such information to improve the odds of achieving successful outcomes by planning the right strategy, perceiving how each issue affects each party or detecting when it is time to take a break before emotions escalate. Similar activities are performed by human mediators in face-to-face settings. However, this is difficult to undertake in current ODR tools.
The proposed framework will provide valuable content to support the decision making process, overcoming some of the crucial needs of conflict resolution and management methods. One of the objectives is to abolish the use of the current self-reporting instruments and replace them with automated ones. Moreover these instruments must emphasize on perceiving the participants' behaviour in real time. This framework will monitor the conflict resolution process, tracking its dynamics and providing the decision maker with relevant information for taking well grounded decisions. It is integrated in the UMCourt conflict resolution platform, extending its services with a context layer.
A Conflict Resolution Environment to Support Decision Making with Context Information
The proposed framework builds on telecommunication technologies and on the UMCourt conflict resolution platform that provides a range of services previously developed such as a virtual negotiation environment, generation of ideas/solutions or information retrieval [10] [11] [12] . On top of this base framework, a set of innovative functionalities were implemented to support the decision-making of the conflict manager by facilitating access to context information such as the conflict handling style of the parties or their levels of stress. This not only supports better decisions (by having access to more and relevant information) but also releases him for more complex issues such as the improvement of interpersonal communication and relationships.
The resulting environment thus encompasses several functionalities:
-Negotiation-oriented services -a set of supporting services were developed for the negotiation process, focusing on workflows, for the communication between the parties and for collecting and providing of information for the manager. -Non-invasive estimation of stress -the main objective was to incorporate non-invasive methods for estimating the level of stress of the participants [13],
